ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS ST., SUITE 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1 PET (1738) FAX (602) 364-1039 
VETBOARD.AZ.GOV 


‘COMPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


FOR OFFICE USE ONLY 


Date Received: ul A Qoa Case Number: Ad- I] 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 


Name of Veterinarian/Cvt: S"-MADELYN Melchiors 
Premise Name: Cerbat Cliff Animal Hospital 


City: Kingman State: AZ Zip) Code; 86409 
Telephone: (228) 757-8865 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT*: 
Name: Lotti B. Benker 


Address 


Vz state: A Zip a 
Home Telephone Cell Telephone: 


“STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


RECEIVEN 
JM 2 2021 


C. PATIENT INFORMATION (1): 


Name: Maya 

Breed/Species: Dalmation 

Age: 9 yrs Sex: Spayed female Color: White/black 
PATIENT INFORMATION (2): 

Name: 

Breed/Species: 

Age: Sex: Color: 


D. .VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 
Dr. Madelyn Meltchiors 


E. WITNESS.INFORMATION: 
Please provide: the name, address and phone number of each witness that has - 
direct knowledge regarding this. case. 
All the staff at the Cerbat Cliff Animal Hospital - but they refuse. to provide me with. 
names and addresses, as | have requested. 
Secondly a Penny Townsend, who also refuses to identify the staff person, that 
provided her the information. 
This concems a client's confidentiality being violated. 
Enclosed please find my letter addressed to them, which has been ignored, I will 


fax same to you seperately. nae 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release.of 
any and all: medical records or information - necescny to complete the. 
investigation of this case. 


Signature: : 


Date: ail aly 23.2021 


Cerbat Cliffs Animal Hospital . 6/20/2021 
4110 Stockton Hill Road | 
Kingman,AZ 86409 

Attn: Dr.Madelyn Melchiors 


1am sure you eerie my note dated 6/14/21 to which Rachel responded without= = 


any answers. | thank you for your.kindness for Maya, it was very.much 


appreciated. 


‘However having been.a certified Mental Health Administrator.for over 20.years, 


_ ‘Ido not.take confidentiality violations lightly. Nobody from HALT could: have 


For the animals, 


Za Rh fret 


2 provided any information, because nobody was informed by me. Secondly after |: 


returned to my office 6/9,.! called your office and requested verbally that nobody 
is to provide any information regarding Maya. So.now we are dealing with 2 
violations.( office protocol regarding patients and my verbal request)’ 


tam only asking of you to identify your staff person with full name and the party 


he or she related the information to by name. | will not accept anything less. 


We are all very busy, but ! will give:you 5 working days to respond to this certified 
letter. However.we all have to abide by-existing laws to protect:clients and pets. 


If no written response is provided, | will be compelled to hire a detective or obtain 
Legal advise .. ~: 


PS, enclosed is a copy from the FB, who announced the information about pay: 
and lam also ‘enclosing a copy of my Mental Health Certification. 


| wish you well and God bless. 
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Standard of Conduct 
Board Members and Volunteers 
Board members and-volunteers will inspire and support the vision, 
creation, implementation and growth of the organization by:. 
1. Serving as ambassadors and communication links to the 
community. The information flow serves to educate the 
- community of the mission and to provide insight into the 
goals, needs and wants of the organization. 
2. Being informed advocates and sharing expertise to support 
the programs and work of the organization. 
3. Advising and assisting the organization in securing funds for 
expansion and programs. : 
4. As volunteers, be.supportive and co-operative to enhance the 
overall operation as established by policies and directives. 


ae Adopted 4/25/2008 
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Rase Ehman 


So sorry for your loss RIP — 
Like - Reply - 331 


Shana Richards Gillard 
Aww poor Maya. She is a sweet dog. RIP. No longer in 


pain. 
© i 


Like - Reply - 24m 

Susan Lucas - 

oh NO are you sure ??? Last | saw her she was doing 
pretty well and eating like a little horse. How did you 
hear this? 


Like . Reply 16m 


2 Penelope Townsend | : 
Susan Lucas | would contact Lottie. She was taken 


to Cerbat Cliffs veterinary practice 2 days ago. - o 


because herstomach was very hard and she was 
not eating at all anymore and when | last tried to 
get her outside she could not even use her front 
legs. Fal Se 


Like -Reply 47m 


Ronnie Sandusky 
Sorry for your loss 


Like . Reply» 13m 


Melinda Amio 
So sorry! RIP sweet girlee, x 


Like» Reply - Sr- 


© Ruth E Gonzalez 


I'm so sorry love ¢ 


nw” ‘ 


CERTIFICATION 
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THE BOARD OF GOVERNORS i is pleased to eiler the election of 


Lotti B. Benker 
to the status of Certified Mental Health Administrator having met’ all 
the requirements as set’ forth by the Association in the area of basic and 
continuing education, executive employment and a demonstriated ee level 


of management performance and leadership experience 
in the field. “Witness this Ist’ day of January, 1983. 
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THE BOARD OF GOVERNORS is pleased to certify the election of 


Lotti B. Benker 


to the status of Certified Mental Health Administrator having met’ all 
the requirements as set’ forth by the Association in the area of basic and 
continuing education, executive employment and a demonstrated high level 
of management performance and leadership experierice | 

in the field. “Witness this Ist’ day of January, oe 
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©? Cerbat Cliffs 
ANIMAL HOSPITAL AA-I| 


Dr. Madelyn Melchiors, DVM | 928-757-8855 


August 20, 2021 


To whom it may concern, 


In reference to inquiry 22-11, Ms. Benker's complaint against myself. My understanding is Ms. 
Benker's complaint is a possible violation of client confidentiality regarding:the patient, Maya. | 
have found no evidence of a breach of Client Patient Confidentiality amongst myself or fellow 
employees. Maya was initially examined by myself on May 13, 2021 due to an animal welfare 
complaint by Mohave County Animal Control. This was the first encounter | had with the client 
‘and patient. 


When reviewing my medical records and the attached letter, it is evident that the patient's 
health was in overall decline. Maya had multiple medical issues prior to her visit with my clinic. | 
could not verify with this exam that the patient was properly cared for, only that her current 
condition was stable. Ms. Benker provided me the patients prior medical records which 
included prescriptions for pain medications from Mountain View Animal Hospital dated May 
12, 2021. There were no outside requests for Maya's medical records or condition during or 
after this visit. We did not.experience any patient or client follow up until June 9, 2021. 


Maya returned to my clinic due to her health deteriorating further on June 9, 2021. At this time 
it was my understanding that Ms. Benker was Maya's owner, yet a HALT volunteer dropped off 
the patient. After assessing Maya, | recommended humane euthanasia due to her lack of 
interaction and inability to rise. | called Ms. Benker's cell phone to discuss my exam findings . 
and recommendation. Ms. Benker returned to the clinic to be present for Maya's 

euthanasia. The client did not have a camera with her but wanted some photos taken of her - 
and Maya in their last moments together. The patient was humanely euthanized with Ms. 
Benker present. We emailed the requested photographs of Ms. Benker and Maya soon 
thereafter. The client made arrangements for Griffiths Pet Cremation service to pick up Maya's 
remains the same day. 


When Ms. Benker's complaint was brought to my attention, there was a very short list of 
employees with potential involvement. Jakki, our only receptionist working that day, was 
approached on Facebook Messenger by a Low Cost Spay Neuter Clinic employee requesting 
information regarding Maya. Jakki never replied to the message, and to my knowledge no 
other outside communications with any of our employees occurred. 


4110 Stockton Hill Road, Kingman AZ 86409 


Office: 928-757-8855 | www.cerbaicliffs.com. 


Prior to receiving Ms. Benker's certified letter, dated June 20, 2021, our office manager, Rachel 
Skubal had multiple interactions with the client (see medical record). Ms. Benker kept insisting 
that a member of our team violated Client Patient Confidentiality. After receiving the letter, 
Pet Vet Care Center's legal team advised us to not send a reply as a response might worsen 
the situation. 


Due to our clinic operating 100% curbside during Maya's visits, we cannot ensure complete 
privacy of her entering the clinic. | have found no substantial evidence of a breach of client- 
patient confidentiality, especially regarding Facebook comments made by non-employees. 


Sincerely, 


W Wy/\_- 


Madelyn Melchiors, DVM 


Cerbat Cliffs Animal Hospital 


4110 Stockton Hill Road, Kingman AZ 86409 


Office: 928-757-8855 | www.cerbatcliffs.com 


DOUGLAS A. DUCEY 
- GOVERNOR - 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS ST., STE. 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1-PET (1738) * FAX (602) 364-1039 
VETBOARD.AZ.GOV 


INVESTIGATIVE DIVISION REPORT 


TO: Arizona State Veterinary Medical Examining Board 
FROM: Investigative Division 


RE: Case: 22-11 
Complainant(s): Lotti Benker 
Respondent(s): Madelyn Melchiors, DVM (License: 7138) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 7/30/21 Laws as Amended August 2018 
Board Discussion: 12/8/21 (Lime Green); Rules as Revised 


September 2013 (Yellow). 


On June 9, 2021, “Maya,” a 9-year-old female Dalmation was euthanized by Respondent 
after evaluation. Complainant requested that no one be advised of the dog's euthanasia. 

On June 11, 2021, a volunteer at Complainant's rescue organization posted a comment on 
her social media account indicating that the dog had passed away. Complainant believed 
that Respondent or her staff had disclosed, without her consent, that the dog had died. 


e Complainant's narrative: Lotti Benker 
e Respondent's narrative/medical record: Madelyn Melchiors, DVM 
e Witness(es) statement: Cerbat Cliffs Animal Hospital staff 


22-11, MADELYN MELCHIORS, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1. On May 13, 2021 the dog was presented to Respondent due to an animal welfare complaint 
by Mohave County Animal Control. The dog had multiple medical issues prior to the visit with 
Respondent. Respondent stated that she could not verify with this exam that the dog was 
properly cared for, only that her current condition was stable. The dog had pain medication 
that was dispensed the previous day from Mountain View Animal Hospital. 


2. Respondent noted the dog was non-ambulatory, had atrophied muscles, urine staining on 
hind legs due to dribbling urine, weak but present CPs, and a palpable large firm abdominal 
mass. Blood work was performed. Respondent added prednisone and famotidine to the 
treatment regime. It was recommended that if the dog did not improve, humane euthanasia 
would be recommended. 


3. The dog had a history of being returned back to Complainant's rescue after being adopted 
some time ago. The dog had difficulty walking in the rear legs - the dog was taken to a 
neurologist who offered to perform surgery. However, it was recommended the dog have a 
mass removed from the abdomen prior to surgery to help with the dog's neurological issue. 


4. The dog underwent a mass removal at Low Cost Spay Neuter Clinic. Neoplasia was identified 
and humane euthanasia was recommended. Complainant refused and elected to take the 
dog home and care for her. The dog's mobility declined and was taken to Respondent at the 
request of Animal Control. A volunteer at the rescue was concerned about the dog's condition 
and felt the dog could be suffering. 


5. Affer the May 13th visit with Respondent, the dog returned with the necessary proof that the 
dog was not suffering as long as the prescribed medication was given — gabapentin, 
amantadine, prednisone and famotidine. 


6. On June 9, 2021, due to the dog deteriorating further, the dog was presented for evaluation. 
After exam, Respondent recommended humane euthanasia due to the dog's lack of 
interaction and inability to rise. Complainant agreed. Prior to euthanizing the dog, Complainant 
asked for pictures to be taken of her and the dog together — Respondent complied. The dog 
was humanely euthanized and the photos were emailed to Complainant sometime after. The 
dog's remains were picked up by a pet cremation service that same day — arrangements were 
made by Complainant. 


7.On June 10, 2021, arescue volunteer, Ms. Penny Townsend, was advised by another volunteer 
that the dog had died. This volunteer requested that Ms. Townsend not say who gave her the 
information that the dog was now deceased. 


8. On June 11, 2021, Ms. Townsend posted a memoriam on her social media account for the 


dog. Complainant asked Ms. Townsend who told her the dog had passed away. Ms. Townsend 
refused, keeping her promise to the volunteer who disclosed the information to her. 


-2- 


22-11, MADELYN MELCHIORS, DVM 


Complainant became upset and assumed it was someone from Respondent's premises. Ms. 
Townsend advised Complainant that the information came from a volunteer, not from 
Respondent or her staff, but she would not give Complainant the person's name. According to 
Ms. Townsend, when the issue escalated, she requested the volunteer to come forward to 
Complainant with the information — Ms. Townsend was told that this had occurred. 


9. According to Ms. Townsend, neither Respondent nor her staff had any involvement in how she 
received information that the dog had died which led to her posting the memoriam on social 
media. 


10; Respondent stated that Complainant was insistent that she or her staff breached the client 
patient confidentiality by disclosing the dog had been euthanized. Respondent stated that 
after receiving Complainant's allegation, she was made aware that her receptionist was 
‘contacted, via a social media platform, by an employee at Low Cost Spay Neuter Clinic 
requesting information on the dog. Respondent's receptionist never responded to the message. 


11. Respondent's Office Manager, Ms. Skubal, had several conversations with Complainant 
regarding the allegation of disclosing information of the dog's passing. She - advised 
Complainant that no one at the premises released any information to anyone except 
Complainant — no employee would break client patient confidentiality regarding her pet 


The information contained in this report was obtained from the case file, which includes the 
complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources used to gather information for the investigation. 


TR 


Tracy A. Riendeau, CVT 
investigative Division 
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